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ABSTRACT OF TI{ESIS

CLIENT SATISFACTION WITH TRANSITION SERVICES
PROVIDED BY IIENNEPIN COLINTY, SERVICES FOR
PERSONS WITH DISABILITIES

Methodology : Exploratory

Julie Zinski

April

1995

The purpose of this study is to explore client satisfaction with transition services
provided through Hennepin County, Services for Persons with Disabilities. Historically,

few studies have been conducted in the literature that address satisfaction of people with
disabilities in the services they receive. Without this important element in developing and
implementing new programs, complete success cannot be achieved.

In this study, individuals who were receiving services through the program for

a

period of six months or more, and were between the ages of 18 and 23, were selected to
be contacted by mail to participate in an interview. The study findings will hopefully be

utilized to improve this program and offer the opportunity for each participant to know
their opinions were valued and that they could make a difference.
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I Am A Person
I

don't want to be a client,

I
I

am a person.

don't want a diagnosis,

I have a name.
I don't want sertices,
I have human needs.
I don't want a residential placement,
I want a home.

I

don't want a day program,

I want a job and money.

I don't want a progrfim,
I have d lfe.
I want only what you want:
A lfe ol my own.

This was submitted by a resident
of an adult foster care home.
Author unknown.
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I

Introduction

Definine Transition and Assessine the Need for Individuals with Disabilities
The word "transition" is defined by the dictionary as "movement, passage or
change from one position, state, stage, subject, concept etc. to another; change; the

transition from adolescence to adulthood' (Random House unabridged diction&ry,
1993). For each individual there are many of these "movements" or transitions that

occur throughout a lifetime. Some of the transitions can be more difficult because of

the changes the transition brings. The transition from high school to adulthood is
considered especially important because

it is a time of making long-lasting, critical

decisions that affect a person's entire life. This transition time can be even more

difficult for adolescents with disabilities who are leaving the structured environment of
school and entering a difficult and discriminatory world.
Statistically, young adults with disabilities are more likely to have a higher rate of
unemployment, lower rate of enrollment in postsecondary education and training
programs, and less involvement in recreational and social activities. With
approximately

l0

percent of the population considered disabled, the number of

individuals afflicted is considerable. The following data are the result of the National
Longitudinal (five year) Transition Study of Special Education Students, which
accurately describe the nature and scope of the problem:

.

Graduation: About 36 percent of students udth disabilities drop out of school
prior to graduation and only three percent return to obtain a high school diploma.
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Employment. Many former students with disabilities are unemployed or
underemployed. Only 46 percent of youth with disabilities are competitively
employed one to two years out of school, compared to 59 percent of a
demographically similar group from the general population. By gender 52
percent of males are competitively employed compared to 32 percent of
females. Of those who are "competitively employed," only 38 percent make
over minimum wage.

a

Residential. Most former students with disabilities live at home. About 11
percent of youth with disabilities live away from home two years out of school.
This increases to 37 percent by the time they have been out of school five
years, compared to Se percent in a demographically similar group of young
adults in the general population.

a

Parents: About 40 percent of young women with disabilities become parents
three to five years out of high school compared to 34 percent of women in a
demographically similar group in the general population.

a

Enrollment in Post-Secondary Education: Relatively few students enroll in postsecondary educational experiences. Only 15 percent of special education
graduates attend any type of post-secondary school as compared to 56 percent
of high school graduates without disabilities. National Longitudinal Transition
Study of Special Education Students (as cited in Alsup, Andel, Bragg, Brenk,
Evelo, Frerk, Jibben, Kessel, Lane, & Wimbiscus, 1994)

Beyond the statistics, however, is the even greater loss of human dignity, selfesteem and the

ability to have choices in the direction of a person's life. Historically

society has not valued individuals with disabilities and the contributions they can
make. They were thought to be best served in nursing homes, institutions, or behind
closed doors -- just out of the public view thus known as the "invisible" minority

Even today, there are many people who are uncomfortable with being around

individuals with disabilities in public places. The idea that these individuals could be
employed, self-supporting, and enjoying a full life was never addressed because

not thought possible.

it was

Client Satisfaction 1l

Traditionally, transition services have been defined in terms of vocational
rehabilitation and employment without considering the importance of other areas that
can positively or negatively affect the process of transition, such as exploring living
arrangements, post-secondary education and learning options, community participation,
and recreation and leisure activities. Hennepin County Transition Services for Persons

with Disabilities is one of the collaborative agencies working toward improving the
odds of success for individuals with disabilities by developing a program that
addresses the needs

of the entire individual.

Specific Eligibilitv Requirements for the Hennepin County Transition Services for
Persons with Disabilities Program
The objective of the Hennepin County Transition Services for Persons with

Disabilities program is to facilitate uninterrupted and successful transition of
adolescents with disabilities to the community through support and resource referrals.

The following is a list of criteria for service eligibility for the program written by Pat
Kenna, Intake Worker for Services for Persons with Disabilities, Hennepin County:

'

individual is in the ninth grade or fourteen years of age or older

'

has an identified disability condition which significantly impairs functioning
such as a physical disability, borderline I.Q. (71-84), or head injury

'

is a Hennepin County resident or a person for whom appropriate financial
arrangements have been made by the county of financial responsibility for
services

a

has an individualized educational program (I.E.P.) through the school system

Client
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is a voluntary applicant for service

Program Description of Hennepin County Transition Services for Persons with
Disabll.i_ties

Services through Hennepin County, Services for Persons with Disabilities, focuses

on four main areas in the transition process:
(1) Independent living arrangements are explored with short- or long-term goals
depending on the age of the student (students must be eighteen to live independently).

The options include adult foster care, apartment training programs, board and care
homes, handicapped housing, and subsidized apartments.

If

appropriate a referral is

made for semi-independent living skills services. In this program a counselor works
one-on-one with the client on a weekly basis to teach independent living skills
necessary to maintain living in the community. This can include support in finances
and budgeting, shopping, or other issues necessary to support independence.

(2) The initial assessment includes an evaluation of eligibility for financial benefits.
Programs available are Social Security Disability, Supplemental Security Income, Aid

to Families with Dependent Children, General Assistance, Medical Assistance,
Minnesota Supplemental Assistance, MinnesotaCare, Assured Care, Food Stamps or

private disability funds.

If

the individual appears eligible, the social worker assists the

client with the application process and follow-up. In the case of Social Security, it can
include referrals and support for appeals if the claim is denied.

(3) The educational and vocational goals of the client are also assessed. A plan is
developed around the interests of the individual with referrals to the most appropriate

Client
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agencies to provide the necessary training and support in the community once

employment is achieved.

It often involves working in collaboration with other agencies

such as high schools, technical and community colleges, state and private colleges,
business schools, and the Division of Rehabilitation Services.

(a) The social and recreational needs of the individual are then evaluated. How
involved is the individual in community activities or organizations of interest? Does
the person have outside interests such as sports or hobbies? The focus of this goal is to
support and

if

necessary, refer to social and recreational programs that

will

enhance

the individual's life experiences and sense of community.

Purpose of the Study

The goal of this study was to explore client satisfaction with transition services
provided through Hennepin County, Services for Persons with Disabilities from the

point of view of the individuals receiving the service. Were the transition clients
satisfied with the services provided by the county transition program? How important
were the goals of the program to the client? Are there other areas that the client would
consider important? What suggestions for improvement would make the program more

effective? Also included were demographics on age, type of disability, gender,
race/ethnic background, city of residence, length of time in the program, and other
agencies that may have been utilized.

Client
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way that will improve and enhance the program for participants in the future.
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II

Literature Review
The literature review begins with a discussion on the period of transition from
adolescence

a number

to adulthood. Secondly, the word "disability" is defined and explored from

of different perspectives. Thirdly, the impact of disabilities on the lives of

young adults are presented and discussed. The fourth section discusses issues of
labeling theory, stigma, and accessibility are addressed and how they affect individuals

with disabilities. Federal and state policies that define and support transition services
and form the framework for the development of transition models are presented in the

fifth section. In the sixth section, three examples of transition models are provided that
have been developed to address the needs of individuals with disabilities as they

transition from adolescence to adulthood. Finally, the literature review concludes with
a discussion on the importance of client satisfaction in the development and
implementation of programs.

The Transition from Adolescence to Adulthood
Adolescence can be described as a turbulent stage of fast-paced physical,

emotional, and social changes occurring in preparation for adulthood.

It is this period

between adolescence and adulthood that is called "transitiorl," & time for struggling

with issues of self-esteem, identity, physical growth and development. Transition can
have a critical impact on the future of the individual because

it is also a time

when

Client
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long-lasting decisions are made regarding educational and career goals. Adolescence
has been said to signifo "complex interconnections between educational, economic and

cultural processes" (Callan, 1986, p.63).Strax (1991) describes adolescence in general
as a "period of complex biological, social, and emotional changes" (p. 507). For
adolescents with disabilities this process can be even more difficult as they struggle

through not only the transition from adolescence to adulthood but the impact of their

disability on this process.
Strax describes four developmental tasks that all adolescents must accomplish in
order to successfully transition to adulthood: identity, independence, establishing love
objects outside of the family, and career" Because each task builds on the success of
the completion of the tasks before, developmental progress can be arrested

not completed resulting in

a

if a task is

prolonged adolescence.

What is a Disability?
The word disability is defined in many different ways. Strax defines

it as "a

particular act that someone has problems performing (e.g. reading a book, running, or
dressing)" (p. 511). The American with Disabilities Act (ADA) defines an individual

with a disability

as having "a physical

or mental impairment that substantially limits

'major life activity' or has a record of such an impairment, or is regarded as having
such an impairment" (Romnaraine, 1993, p" 9).

The ADA further defines "regarded as impaired"

as:

a

Client
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An individual who has a physical or mental impairment that does not
substantially limit major life activities, but who is treated as if the impairment
does substantially limit a major life activity.

2) An individual

who has a physical or mental impairment that substantially limits
major life activities only as a result of the attitudes of others towards the
impairment.

3)

An individual who has no impairments but who is treated by a public entity
having an impairment that substantially limits a major life activity
(Romnaraine, 1993, p. l1)

The Research

& Training

as

Center on Independent Living defines disability as:

A general term used for a (semi) permanent condition that interferes with a
person's ability to do something independently - walk, see, hear, learn, lift. It may
refer to a physical, mental, or sensory condition. Preferred usage is as a descriptive
noun or adjective, as in persons who are disabled, people with disabilities, or
disabled persons. Terms such as the disabled, crippled, deformed, invalid are
inappropriate" (Guidelines for Reporting and Writing About People with
Disabilities, 1984, p. 2).

Halpern (1986) defines disability

as:

A wide array of conditions that tend to interfere with

a person's ability to assume
desired social roles. Three conditions include learning disabilities, mental
retardation, behavior disorders (sometimes described as emotional disturbance),
sensory (vision or hearing) impairments, and multiple disabilities (p. 3l).

The Education for

All

Handicapped Children Act lists eleven types of disabilities

that qualify a child or adolescent for special education services:

1. Deaf - A hearing impairment

so severe that the child is impaired in receiving
linguistic information through hearing, with or without amplification.

2.

Deaf-Blind - Simulttureous hearing and visual impairments, whose combination
causes such severe communication and other developmental and educational
problems that the child cannot be accommodated in special education programs
designed solely for deaf children or blind children.

Client
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Hard qf Hparing - A hearing impairment, whether permanent or fluctuating,
which is less severe than the definition of "deaf in this section.

4. Mentally

Retarded - Below average general intellectual functioning existing
along with deficits in adaptive behavior and manifested during the
developmental period.

5. Multihandicapped - Several

simultaneous impairments (such as mental
retardation and blindness; mental retardation and orthopedic impairments; and
so forth), the combination of which causes such severe educational problems
that the child cannot be accommodated in special education programs designed
solely for one of the impairments.

6. Orthopedically

impaired - a severe orthopedic impairment, including an
impairment caused by a birth defect (*.g. clubfoot, absence of an extremity), an
impairment caused by disease (e.g. poliomyelitis, bone tuberculosis), and
impairment from any other cause (*.g. cerebral palsy, amputations, and
fractures or burns which cause contractures).

7.

Other Health Impaired - An autistic condition manifested by severe
communication and other developmental and educational problems; or limited
strength, vitality, or alertness, due to chronic or acute health problems such as
condition, tuberculosis, rheumatic fever, nephritis, asthma, sick cell anemia,
hemophilia, epilepsy, lead poisoning, leukemia, or diabetes.

I.

Seriously Emotionally Qisturbed - A condition in which the individual exhibits
one or more of the following characteristics over a long period of time and to a
marked degree: An inability to leam which cannot be explained by intellectual,
sensory, or health factors; an inability to build or maintain satisfactory
interpersonal relationships with peers and teachers; inappropriate behavior or
feelings under normal circumstances; a general pervasive mood of unhappiness
or depression; or a tendency to develop physical symptoms or fears associated
with personal or school problems.

9.

Specific Lqarnins Disability - A disorder of one or more of the basic
psychological processes involved in understanding or in using language, spoken
or written, which may manifest itself in an imperfect ability to listen, think,
speak, read, write, spell, or to do mathematical calculations. The term includes
such conditions as perceptual handicap, brain injury, minimal brain dysfunction,
dyslexia, ffid developmental aphasia. The term does not include a learning
problem which is primarily the result of a visual, hearing, or motor handicap,
or mental retardation, or of environmental, cultural, or economic disadvantage.

Client
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10.

Speech Impaired - A communication disorder, such as stuttering, impaired
articulation, a language impairment, or a voice impairment.

1

1.

Visually Handicapped - A visual impairment, with or without correction.
The definition includes both partially sighted children and blind children
(Public Law 94-142).

A factor that can affect the validity of evaluative studies is the way the study
defines the word "disability." To receive services through Hennepin County Services

for Persons with Disabilities Transition Program, the individual must have been
determined to have a disability by the school system resulting in the implementation of
an individualized education plan (I E

P.) Once the child or young adult is determined

to fit at least one of the disability categories listed above, an I.E.P. is developed by the
school. The I.E.P. is designed to address the needs of the individual with the disability

in a manner that allows the student to develop to his/her fullest potential. Goals are set
in the I.E.P. and plans are made to reach these goals within

a time period.

At either

age 14 or grade 9, the I.E.P. must begin the process of including transition services

into the goals and plans for the student.

Impact of Disabilities on Young Adults
Strax (1991) believes prolonged adolescence, as cited earlier, is especially
characteristic of individuals with disabilities. Traditionally, young adult with
disabilities have been overprotected by family and friends and are not as likely to have
social experiences outside of the family. In addition, these young adults usually have
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more difficulty establishing an identity for themselves due to the lack of appropriate

role models.
Abramson, Ash, and Nash (1979) hypothesize in their research that the only
difference between normal adolescents and adolescents with disabilities is the

disability itself. According to the authors, the disability exacerbates the already

difficult transition from

adolescence

to adulthood. Three dialectics are described that

are considered a part of the process that all adolescents must address. The dialectics
are acceptance/rejection, independence/dependence, and expectation/performance.

It is

how the individual resolves the conflict of the dialectics that determines adjustment in
life.

Young adults with disabilities have a difficult time being accepted by their peers
and thus experience rejection.

It is the peer relationships that are important

in

developing a self-identity during the period of adolescence. Tringo (1970) researched

the attitude of nondisabled high-school students, college undergraduates and graduate
students, and professional rehabilitation workers as to their attitudes toward 21

different disabilities. The results showed that the higher education the individual
achieved, the more accepting he/she was of individuals with disabilities. One could

conclude that in high school when peer acceptance is critical,
adolescents with disabilities

it is not likely

that

will feel accepted.

Another study has shown that children are also more likely to select friends who
are not disabled. Friedman (1974) conducted a study to evaluate how children in the

Client
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seventh to eleventh grade ranked who they would select for friends (as cited

in

21,

Staux,

1991). The first children to be chosen were children without disabilities. The second

choice were children in wheelchairs, and the last group were children who were

facially disfigured.
Society associates disability with dependetrcy, and the label often becomes a self-

fulfilling prophecy. In addition, there is little expectation of achievement for young
adults with disabilities thus resulting in little support provided for these individuals to
develop their potential. Young adults with disabilities are more likely to have a higher
rate of unemployment, lower rate of enrollment in postsecondary education and

training programs, and less involvement in recreational and social activities than their
counterparts.

Labeling Theory. Stigma. and Accessibilitv

As shown in the earlier article by Abrahamson, Ash, and Nash (1979), labeling

has

a critical impact on the life of a young adult with disabilities. Goffman (1963) calls

this labeling process stigma, reflecting the belief that the individual who is disabled is
not considered human by society. The word stigma is used to explain the inferiority of
the individual it has identified and associates extraneous characteristics unrelated to the
disability as a way of justifying an interpretation and reducing respect.

How powerful is this stigma? The Centre for Educational Research and Innovation
(CERI) (1986) found that many individuals would rather receive unemployment

Client
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was

of being labeled disabled.

Cullen and Cullen (1978) consider labeling as a way to define individuals. The
label informs other members of society that the individual has broken the norm of the
given group. The treatment that the individual receives from society is dependent on
the label, and the treatment and the label can at times be indistinguishable.

It is logical

that labeling and stigma can affect not only the individual involved but

accessibility to services and equal opportunity. Laws can be written and
accommodations made, but without changing the way society views the population

with disabilities little can be accomplished. Attitudes can be woven into job
interviews, housing applications, etc. in a way that prevents accessibility and
permeates daily living. Services can be offered without input or consideration from the

individuals who the programs are designed to serve, thus covertly affecting
accessibility to the program. As a result the disability is made more disabling by the
attitudes and expectations of society, than the disability itself.

Federal and State Policies Supportine Transition Services

It is because of these issues that laws and regulations have been enacted to assist
with the process of transitioning from adolescence to adulthood. In fact the "transition"
movement has been molded by laws and regulations which have structured the broad
array of services focused on this population.

Client
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was not until the 1950s that progress really began for individuals with

disabilities. During the 1960s, 1970s, and 1980s there was a tremendous growth in the
acceptance

of individuals with disabilities through both federal and state legislation, all

of which has impacted transition policy

as we know

it today. The 1980s was called the

"decade of transition" because of the large number of local, state, and national policies

that were developed and geared toward the young adult population.
Federal regulations that address transition can be found in the following legislation:
the Education for

All Handicapped Children Act which has recently

been renamed to

Individuals with Disabilities Education Act (P.L.101-476), the Rehabilitation Act of
1973 amended

in 1992, the Carl D. Perkins Vocational and Applied Technology

Education Act of 1990 (PL 101-392), and the Americans With Disabilities Act of
1

990.

The Individuals with Disabilities Education Act defines transition services as the

following:
Transition services means a coordinated set of activities for a student, designed
within an outcome-oriented process, which promotes movement from school to
post-school activities, including:
. post secondary education
. vocational training
. integrated employment (including supported employment)
. continuing and adult education
. adult services
. independent living
. community participation
These coordinated set of activities shall be based upon the individual student's
into account the student's preferences and interests, and may include
instruction, community experiences, the development of employment and other

needs, taking
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post-school adult living objectives, and, when appropriate, acquisition of daily
living skills and functional vocational evaluation (P L l0l-476).

This law also addresses the need to specifu transition services in the I.E.P. no later
than age 16, or age 14

if

appropriate, and annually thereafter. The I.E.P. must include

a statement that defines the interagency responsibilities and/or linkages before the
student leaves school.

The Rehabilitation Act

of 1973 was amended in 1992 and extended until

September 30, 199'1. This Act defines transition services the same as the Individuals

with Disabilities Education Act and assures the young adult with disabilities the right
to assessment for services from the Division of Rehabilitation Services for vocational
and employment planning.

The Carl D. Perkins Vocational and Applied Technology Education Act

of 1990

requires the educational system to provide vocational and educational services to

young adults with disabilities to assure the completion of vocational training in

as

integrated a setting as possible. These services can include curriculum, equipment, and
classroom modification, as well as supportive personnel and instructional aids and
devices. The law also provides for counseling and instructional services to facilitate

the transition from school to employment.
The Americans with Disabilities Act

of

1990 guarantees all individuals with

disabilities equal access to employment, public accommodations, state and local
government services, transportation, and telecommunications.
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Minnesota has been on the forefront of provision of transition services to its
students and is recognized nationally for its comprehensiveness and leadership in this
area. Minnesotatransition services were mandated

legislation was amended in 1992.

in

It currently stands

1987 and the language of the

as follows:

Every district shall ensure that all students with disabilities are provided the special
instruction and services which are appropriate to their needs. The student's needs
and the special education instruction and services to be provided shall be agreed
upon through the development of an individual education plan. The plan shall
address the student's need to develop skills to live and work as independently as
possible within the community. By grade 9 or age 14, the plan shall address the
student's needs for transition from secondary services to post secondary education
and training, employment, community participation, recreation, and leisure, and
home living. The plan must include a statement of the needed transition services,
including a statement of the interagency responsibilities or linkages or both before
secondary services are concluded (Minnesota Statute 120.17 Subd. 3a).
Further legislation established Community Transition Interagency Committees that

work to improve transition services through interagency collaboration.

In October 1991, the U.S. Department of Education, Office of Special Education
and Rehabilitative Services (OSERS) awarded the Minnesota Department of Education

Interagency Office on Transition Services, Division of Rehabilitation Services,

Division of Rehabilitation Services, and State Services for the Blind, a statewide
systems change grant to improve transition services in Minnesota for young adults

with disabilities. The grant provides $500,000 per year for five years to accomplish
five goals. The fives goals involve improving state-level planning and policy
development, enhancing family and eonsumer participation, professional development
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and training, demonstration and technical assistance, and product development and
dissemination.

There are a number of other programs in the state that have worked toward

improving transition services. The Community Living Program for Youth with
Disabilities was an l8-month program to enhance transition services that ended June of
1993. Grants were given to ten organizations to focus on a variety of transition areas

but emphasizing independent living skills and self-determination.
Regional Interagency Systems Change Projects were developed to address youth

with disabilities on a regional level. Each region was able to

assess the need

of their

own area and develop appropriate goals.

A resource bank of parents and professionals was developed called Project Invest.
This organization offers technical assistance, training, and consultation to agencies and
other professionals who work with transition services.

PACER Center received funding from the U.S. Bureau of Maternal and Child
Health to teach young adults with disabilities to manage their own health care and
advocate for themselves in the medical system.

Another PACER project called Natural Supports in the Workplace is a S-year
demonstration grant from the Department of Labor and Health designed to identifu
methods to incorporate individuals with severe disabilities into employment. The goal

is to provide better integrated employment, expanded employment sites, and increased
opportunities for employees with disabilities.
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System of Technology to Achieve Results (STAR) is a program working to

develop a comprehensive approach in making available technology-related devices and
services for all people with disabilities.

It is a project of the Governor's Advisory

Council on Technology for People with Disabilities.
The National Transition Network (NTN) *as developed to assist states with

transition systems change grants by providing technical assistance for implementation.

It is funded by U.S. Department of Education, Office of Special

Education and

Rehabilitative Services.
The National Center on Educational Outcomes for Students with Disabilities was
established to document educational outcome indicators on students with disabilities to

improve services.
as a leader

It is located at the University of Minnesota

in the area of outcome documentation of

and is known nationally

services.

The North Central Regional Information Exchange (NCRIE), also located at the

University of Minnesota, establishes best practice criteria in the areas of transition,
employment, and family involvement with transition services. This information is then

provided to other agencies throughout the north central

states.

Minnesota has developed a vision statement that addresses the individual with
disabilities from a systems perspective,

It states:

We value the power held by individuals, families, and communities as a means for
providing everyone meaningful work, desirable living conditions, and opportunities
for friendship and recreational pursuits, and we desire dynamic, inclusive
communities that provide lifelong learning to enhance the lifestyle of all people
(Iohnson, Erickson, & Starr, 1993).
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Transition Models
There are a number of models of transition services that have been developed.

Halpern (1985) in his research reviews the Office of Special Education and
Rehabilitative Services (OSERS) transition model while offers a revised model of his
own.

OSERS Transition Model
H

I

No Special Senrices
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E
N

Ongoing Senrices

T

f igure L: OSERS Transition Model
In both models "no special services" and "generic services" refer to transition
services for all adolescents. "Time-limited special services" refer to specialized
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Halpern's Transition Model
High S&ool
Tim€
Limit€d

Cmmmity
Adjustment
SociEl Etrd

Residential

Ixtcrp€nsonal

Networls

F.mplolment

Figure 2: Halpern's Transition Model
services for young adults with disabilities on a short-term basis. "Ongoing special

services" refer to specialized services that continue over a period of time. In the
OSERS model, ongoing special services focus on employment as the goal. Halpern's

transition model conceptualizes community adjustment of the individual by looking at
three areas: residential environment, employment, and social and interpersonal
networks.

It is Halpem's belief that OSERS

focuses on employment because of the

idea that employment success means success in other areas of one's life.

Another model is one of interagency collaboration (see Figure 3). The National
Center for Youth with Disabilities states, "The multiple and long term needs of such
adolescents cannot be met by a single agency. Interagency collaboration is the only

Client

hope an individual has for long term support services" (1993, p. 1l).
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It is the Model of

Interagency Coordination that the state of Minnesota has chosen to address the
transition population of ages 14 to 23. The following five goals are addressed through
this Model of Interagency Collaboration:
a

Living Arrangements: Where does the person want to live? Who might the
person want to live with? Can the person cook, shop, clean house, pay bills,
manage time, and do personal care?

o

Jobs and Job Training: What type of work does the person like to do? What
jobs are available? Can the person apply for a job, follow directions, manage
time, and get along with coworkers?

a

Post-secondary Education and Training: Does the person want more education
and have the aptitude? How will the person choose a school? Can the person
apply for admission and financial aid, the admission's tests, ask for
accommodations?

a

Recreation and Leisure: What does the person like to do in hislher spare time?
Does the person have any hobbies, or belong to any sports or social groups?
Does the person know what kinds of activities are available for adults in the
community?

I

Community Participation: Can the person shop, vote, use the library and make
health care appointments? How does the person get around the community?
Does the person know about community education, support groups, religious
organizations, and volunteer opportunities in the community? (A Model of
Interagency Collaboration 1 993).

The Hennepin County Services for Persons with Disabilities Transition Program is
one part of the collaborative effort to implement transition services for young adults

with disabilities.

Client

Satisfaction

E

E

IE'
E.q

E

uJ

9sI
rt'F

Issse fifl
E$l$:rifE
*'i'g=85.I

HE!,
ES6

E*furil*$
zA
FI
B1 n

*E
E-'
(

o

I

tr

o

I

e
.Q

p9t

*gl

dse
HEf;
hjr
LL

a-1E
oYz

.toa

.EO

E

i5E

z

I
,. F

Er

E

<rS
,IL

E8

t5

iH

dd
zu
o>

u

EtE

el-

t il
{J}

{I

EE*
hEl

F(}

Efi
EH
Fft
l-

h

E,

d
o
(J

tl,

ltJ

I

g

ftls

!u

ii
cl

i
s

Es

T

IH
of,

x$

L

FFrE=e
ii

$

iEF}E &
T

fistr

*oro

E

E
o

E

E

f;.$E*

iifiifl

IEFEE

Figure 3: Interagency Collaboration Model

rB
rt
II-s

$iIF
$$H

r

31

Client

Satisfaction

32

Importance of Client Satisfaction
Research has shown that

it is useful to obtain client satisfaction information in

order to improve programs (Justice

& McBee, 1978). Lowe

and De Paiva (1988) found

few studies of individuals with mental handicaps regarding satisfaction with services
and consider the idea of assessing client satisfaction as still in its infancy. In their
research they found:

Many respondents were, on the whole, less willing to criticize aspects of their lives
than they were to cite aspects that they enjoyed. This ffi&y, perhaps, be due to the
fact that, for these people, the voicing of opinions is still a relatively new concept,
or that, in general, they have learned to emphasize the positive, rather than the
negative aspects of their lives and experiences (p. 233).
Larsen, Aukisson, Hargreaves, and Nguyen (1970) discuss the importance of the
consumer perspective in program evaluation. The authors conclude that many of the

participants in social service programs are often disadvantaged and powerless in their

ability to change the programs, thus they are not able to impact development and
implementation of the program. This makes their input even more essential to

satisfactorily complete a program evaluation.
Russell (1990) states:
Since disadvantaged clients rarely have the luxury of choice of service or the
ability to apply negative sanctions or penalties when dissatisfied, they have little
impact on service quality, adequacy or appropriateness. Only by systemically
soliciting client feedback that is comprehensive and informative, can the imbalance
in influence between consumers and suppliers of social services be rectified (p.aa).

Russell goes on to say that "when consumer satisfaction measures have been
included, their utility has been limited by their global nature, yielding little specific

Client

data on how services could be improved" (p. a3). Yet
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is

necessary in order to provide a comprehensive service evaluation.
Garber, Brenner and Litnin (1986) call client satisfaction an important indicator

of

social work service quality. Not only is evaluation of client satisfaction important for
the improvement of the program but for the value and respect that clients

will feel in

being asked for their opinions.

Transition Studies

A number of studies have been completed on a statewide and national level
regarding effectiveness of transition services. They are different from client satisfaction
evaluation in that they look at postschool outcomes such as employability,
postsecondary education and training, living arrangements, social network, recreation
and leisure activities, community participation, government and special services,

satisfaction with the clients' lives, and high school experiences. There is similarity
between results from the follow-up studies, but

it is not possible to conduct an exact

comparison of findings since samples were constructed differently and interview
questions varied.

From these studies,

it does appear that young adults with

disabilities in Minnesota

do fare better than other young adults nationally. They are more likely to be employed,

live independently, and attend postsecondary education and training programs. The
1994 Minnesota Post-school Follow-Up Study concludes in the summary of the study
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that "despite the progress that has been made, the design and development of transition
services are clearly not at an endpoint" (Thompson, Lin, Halpern,

& Johnson. p. 63).

The authors conclude by stating, "the collaborative work of persons with disabilities,

family members, advocates, professionals, policymakers, researchers and all others
who are concerned with the lives of young adults with disabilities is far from finished"

(p

6a).

It is time we look to the individuals who are utilizing

the services to best address

where we need to begin in the process to implement and develop more effective
programs. That is the focus of this study.

Client
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III

Methodology
Research Design

The purpose of this evaluative research study was to explore client satisfaction

with the transition program provided through Hennepin County Services for Persons
with Disabilities. The research questions were:

.

Did the transition program address the goals of the program from the
perspective of the participants themselves?

'

How important were these goals to the participants of the program?

'

\Mere there other areas that the participants would consider important?

'

Were there suggestions for improvement that would make the program more
effective? The study also looked at the demographics of the sample population

including age, type of disability, gender, race/ethnic background, city of
residence, length of time in the program, and other agencies that may have
heen utilized.

The units of analysis for this study were the clients who were actually in the

transition program and had been for at least six months (as of
population was limited to clients age 18 to 23 (as

llll95). The sample

of Lll/95), in order to simply

the

Institutional Review Board process as well as focus the study on the age group
entering adulthood. Because the principal investigator is employed as a social worker

in the transitions program, her caseload was excluded from the sample population to

Client

Satisfaction

3

6

control for bias and to prevent possible conflict in the relationship between social
worker and client.

Institutional Review Board
Because of the vulnerability of this population, a

full review was done by the

Institutional Review Board of Augsburg College and approved on 2128195.
The initial letter and consent form were revised to a readability of the fifth to
seventh grade level utilizing Gunning's Fog Index (see Appendix 5).

It

was understood

that research could not begin until permission by the Chair was granted.

Studt Sample
The sample was drawn from the population identified as currently receiving
services through the Hennepin County Services for Persons with Disabilities Transition

Program. In addition the participants had to be between the ages

of l8 and 23 (as of

l/I/95), and had been in the program for a minimum of six months. Excluded from

the

study were individuals receiving services from this program for a period of less than

six months, or who were under the age of 18 by l/l/95. In addition, clients from the
principal investigator's caseload were excluded. Seventy-eight individuals were eligible

for participation in the study at that point.
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Initia! Contact and Interview Procedure
Both the initial letter and the consent form were reviewed using the Gunning's Fog
Index to assess for appropriate grade level for a population with an I.Q. in the range of
71,

to 85. According to Ms. Ethelind Garetz, Ph.D., Assistant Professor, Education

Department, Augsburg College, the reading level of individuals with a borderline I.Q.
should be between the fifth and sixth grade. The initial letter was indexed at 6.39
grade level and the consent form as 5.52 grade level.

An initial letter and copy of the consent form was sent out by Hennepin County to
each eligible participant requesting that the individual complete the response form

if

interested in participating in the study. The response form was to be returned to the

principal investigator's home in the stamped, self-addressed envelope provided. The
principal investigator then contacted the individuals who had responded to schedule

a

time for an interview. Each participant was paid two dollars at the completion of the
rntervrew.

The interview consisted of an introduction by the principal investigator that
discussed the purpose of the study, the interview procedure, and confidentiality. The
consent form was then reviewed and the participant was asked to sign it.

A copy of

the consent form was also provided to the participant.
Data Collection
The interview consisted

of

12 questions followed by a section on demographic

information. Question 1 asked the participant to provide a definition of transition

Client
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services. Question 2 through 5 focused on the four goals of the transition program and

if

asked the participant
areas. The

the program had been helpful or not helpful in each of the four

four areas consisted ofl independent living, financial benefits, employment

and training, and social and recreational resources. Question 6 asked the participant to

identiff which of the four goals would be considered the most important and which
the least. Question 7 was the first of four open-ended questions and asked if there
were any other areas that were not addressed in the transition program that should be
included. Question 8 and 9 asked about communication with the social worker both in
terms of listening on the part of the social worker, and frequency of communication.
Question 10 and l

l

asked

if

the transition program has helped in other areas of life

and what the client liked best about the program. Question

l2

asked for suggestions to

improve the program.
Questions 2 through 5 contained probes to describe ways the participant felt the

program has been helpful or not helpful. Question 10 and

ll

also contained probes to

encourage the participant to elaborate on the answers. The last part of the interview
requested demographic information including length of time receiving services, age of

participant, type of disability, gender, race/ethnic background, city of residence and

involvement with other agencies.
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Ethical Protecjion
The initial letter and consent form assured subjects that their decision to participate

or not, would not affect their relationship with Hennepin County Services and
Augsburg College. Subjects were also told that their current social worker and other
people at Hennepin County Services, would not have knowledge as to whether or not
they participated in the study. In addition subjects were informed that they were free

to terminate the interview at any time or skip any of the questions.
Answers to the interview questions were kept confidential and only myself and my
thesis advisor know their responses.

All of the records are kept in a locked file and

will be destroyed fune 30, 1996. Names or addresses of participants will not be used
at anytime in the study. This information was written in both the initial letter and the
consent form. The participant was asked to sign the consent form prior to the

beginning of the interview and then given a copy for his/her own records. At the
beginning of the interview the principal investigator reminded the participant about the

confidentiality of the study and asked if there were any questions.

Analysis
The independent variable was the transition program and the dependent variable
was client satisfaction with the program. Other variables were age, type of disability,
gender, race/ethnic background, city of residence, length of time in the program, and

involvement of other agencies.
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Due to the limited response to the study, each interview will be presented in its
entirety. The interviews that were conducted were rich with information and very
productive. The participants appeared well prepared for the interviews and eager to
discuss their concerns and issues.

Limitations
One limitation in this study was the low response rate to the initial letter to
participate. Of the 78 individuals who were sent initial letters, only 4 responded. Of
the 4 who responded, only 3 were interviewed. The fourth individual did not return
telephone messages to schedule an interview. Two of the 78 original letters sent out

were returned as addressee unknown with no forwarding address. Because of this low
response rate

it is not possible to generalize the findings.

Another limitation was the homogeneity of the sample population. The three
respondents were Caucasian, female, and age 22.

In addition only those individuals who were able to read, write their name and
telephone number, and mail the response letter were able to participate. This could

exclude a larger number of individuals, impacting the reliability of the study.
Because the principal investigator was a social worker in the trzursition program,

it

wils possible a bias existed regarding the presentation and interpretation of the
questions and answers in the interview.

It

was important to minimize this influence by

remaining as objective as possible. "The interviewer, then, should be a neutral medium

Client

through which questions and answers are transmitted"(Rubin

Satisfaction 4 t

& Babbie, 1993, p. 3a3).

The principal investigator's caseload was excluded in the sample population in order to

minimize bias and to protect the professional relationship.
Another limitation was that client satisfaction is just one measurement of program
evaluation. There were a number of other ways to further evaluate the effectiveness of
the program including interviewing parents or social workers in the program or
evaluating outcomes.

Client
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IV

Presentation of the Results

Description@
There were 78 subjects receiving services through Hennepin County, Services for
Persons with Disabilities, Transition Services who were between the ages

of l8

and 23

and had been on the program for a minimum of 6 months. Of the 78 who were sent

initial letters requesting participation in the study, 4 responded. Three of the 4 were
interviewed by the principal investigator and the fourth subject did not return the
telephone call to schedule an interview. The third participant required the use of a sign
language interpreter for the interview. Two letters were retumed because the addressee

had moved and left no forwarding address. The following information pertains to the
demographic information of the three subjects.

Subject

Suhject

I"

Subject 3

2

Age

22

22

22

Type of
Disability

Cerebral palsy

Hard of hearing;
learning disabled;
recently diagnosed
with attention
deficit disorder

Deaf

Sex

Female

Female

Female

Race/Ethnic
Background

Caucasian

Caucasian

Caucasian

Residence

Suburb of
Minneapolis

Minneapolis

Minneapolis

Client

Semices from
Other Agencies

Courage Center

School system;
Metropolitan
Center for
Independent
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School system;

Division of
Rehabilitation
Services

Living; Division of
Rehabilitation
Services

Interviews
The answers from each interview are listed below:
The first question was: When

I

say "transition serttices" what do you think ofr

Subject L: "I think of finding a place to beffer your independence and boost your
confidence and

if you are poor to have

the financial grant you may need - like

furniture or ideas of where to get clothes at good cost."
Subiect 2: "Social worker, semi-independent living skills (SILS) worker, DRS,

(Division of Rehabilitation Services), individualized education plan, school,
j ob."

Suhject 3: "Go to work, school, store, pay the bills, see family and friends."

The second question was How helpful are the Hennepin County Transition Services
you are currently receiving in assisting you with issues of independent living? Helpful
or not helpful? In what ways?

Subject L: "Not helpful.
like for meetings."

I

feel the social worker shows up only when she has too,
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Subiect 2. "Not helpful. The social worker did not help me with getting Medical
Assistance.

I did not get a semi-independent living skills worker for four

years."

Subject 3: "Helpful. The social worker helped me last summer find arl emergency
apartment and furniture.
does not help

If I need money I

call and she helps me. However, she

with teaching independent skills."

The third question was. How helpful are the Hennepin County Transition Services you
are currently receiving in assisting you with obtaining benefits and sertices you may
be eligible for? Helpful or not helpful? In what ways?

Subject

l:

"Not helpful. It made me feel like

the worker's fault that

I don't know how to ask. I feel its

I don't know how to use the program."

Subject 2: "Not helpful. Awful - there was no help at all. My mother had to do all
the work. "

Subject 3: "Helpful. The program helped me get benefits."

The fourth question was: How helpful are the Hennepin County Transition Services
you are curuently receiving in assisting you with obtaining employment and training
resource information? Helpful or not helpful? In what ways?

Subiect

l:

"Not helpful.

I was not even aware that was part of the program. I got

into DRS (Division of Rehabilitation Services) on my own."
Suhject 2: "Not helpful.
than to have help."

I did it on my own. I would prefer to do it on my own
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Subject 3: "Helpful. The program referred me to DRS (Division of Rehabilitation
Services)."

The fifth question was: How helpful are the Hennepin County Transition Services you
are currently receiving in assisting with referring you to places and activities where
you can have fun? Helpful or not helpful? In what ways?

Subject 1: "Not helpful. My social worker left that up to the group home I was
Iiving in. The social worker at the nursing home got me into Courage Center
for Life Enrichment classes. I would like to go to more activities like concerts
though. "

Suhject 2: "Helpful.

I had a volunteer

at one time but she quit.

I

am still on the

list for another."
Subject 3: "Not helpful.

I have to do it myself."

The sixth question was: Which of the above four areas do you feel are the most
important in your life right now? Which are the least, if any?

Subject

1:

Most important - Social and Recreational
Least important - Financial benefits

Subject

2:

Most important - Financial benefits
Least important

Subject 3:

- Social and Recreational

Most important - Independence
Least important

- Social

and Recreational

Client

Satisfaction

46

The seventh question was: Are there any other areas which you feel are important to
work on with your social worker that are not included above?

Subject 1: "My self-presentation with my social worker.
when around her and I jump to conclusions.
and

I am stubborn and cynical

I had parents who were abusive

I get easily frustrated. I need to work on that relationship."

Subject 2: "No."
Subject 3: "Improve in teaching independent living skills and money management.
Also to keep appointments on time."

The eighth question was: Do you ferl your social worker listens to you when you talk?

Subject

l:

"Yes."

Subject 2: "Yes."
Subject 3: "Yes."

The ninth question was: How often do you talk with your social worker?

Subject 1: "Quarterly at care conferences."
Subject 2: "Weekly."
Subject 3: "Weekly."

The tenth question was. Do you feel being a part of the transition program has helped
you in other areas of ltfe? If so, how?

Suhject L: "Just to know they are there for someone to turn to."

Client
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Subject 2: "It helped me through an abusive relationship by offering counseling
and helping with a restraining order."

Subject 3: "Yes. Referred me to drivers education and computer classes. It helped
me with solving problems, life skills, and communication."

The eleventh question was: What do you like best about the transition program and
what do you like least?

Subject

Best -"That they are there to give advice if you know what to ask."
Least - "That they are not outside the government bureaucracy and
the pressure is on the client not to have Republicans cut social

L:

services."

Subject

2:

Best - "That I can call the social worker when I need her."
Least - "The system -- my social worker is not always available."

Subject

3.

Best - "I liked the vector Program the best of all."
Least - "The social worker not coming on time."

The twelfth question was. U you were to improve the progrom what would you do

dffirently?

Subject

l:

"The social worker would call once a week for check-in. There should

be more joh partnership programs for young adults and one-on-one meetings

with my social worker. Also
social resources

if

I would suggest

videotaping living options and

the social worker is too busy to take clients around.

like to have lunch with my social worker someday."

I would
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Subject 2: "Workshops on transition services. Assistance with filling out forms.

Following up with clients and keeping up-to-date."
Subject 3: "Call before coming out for visits and then to come on time."

Subject

I ended the interview by saying that one of the main reasons she

responded to the initial letter regarding the study is because she wanted someone to

talk to.
Subject 2 concluded the interview by stating that she felt the Hennepin County
Transition Program was similar to other agencies in their goals, thus resulting in
duplication of services. She suggested the program address other goals in the area of
self-advocacy and empowerment for clients.

Summary of Results

With the limited number of subjects, it is not possible to generalize results to the
entire population of the program. However,

it is important to validate the answers of

the subjects who did respond by incorporating them in this study and appreciating the
richness and thoughtfulness that went into the interviews on the part of the subjects.

Perception of Transition
The answers to question

I appear to indicate a global conception of transition

services that are all somewhat similar.
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Four Goal Areas
fn terms of helpfulness for independent living, obtaining benefits and services,
employment and training, and recreational and social activities, eight of the responses
were "not helpful" and and four were "helpful." Subject

I did not find the program

"helpful" in any of the four areas addressed. Subj ect 2 found it to be "helpful" in the
area of social and recreational only. Subject 3 had more "helpful" responses than the

other two finding the program only "not helpful" in the area of social and recreational.

All four

areas had responses

of two "not helpful" and one "helpful."

Areas of Most fmportance in Life

In question 6 the most important area in the lives of the subjects was different for
each respondent with "jobs and training" not listed as important for any of the three
subjects. Social and recreational was the least important for two of the respondents.

Other Areas to Include in Program
Two subjects had suggestions for other areas to work on with their social worker

in question 7. One suggestion was an area the subject needed to change for herself.
The other suggestion was regarding teaching independent living skills and being on

time for appointments.

Communication with Social Worker

All of the subjects felt their social worker listened to them when they talked

and

two talked weekly with the worker. The other subject saw her social worker only
quarterly meetings.

at
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Impact of Program on Other Areas

All

three subjects indicated in question

l0

that being a part of the program had

impacted their lives in a positive way. In question l

l

two subjects indicated that the

best thing about the transition program involved the relationship with the social worker
and

kno*irg that the person

was there for advice or when needed. Subject 3 answered

the question with aR answer (Vector Program), that did not include a service provided

by the Hennepin County Transition Program.

Liked Best and Liked Least
Least liked in the program was the bureaucracy and the system as well as the
social worker not coming on time for appointments.
Suggestions for Improvement in Program
Question 12 provided an opportunity for the subject to offer suggestions for
improvement of the program. These suggestions included a desire for more contact

with the social worker, as well as assistance with filling out welfare forms. An
interesting suggestion was made by subject

l

to videotape living options and social

recreational resources that the clients could view on their own. Also interesting was
the perception of subject 2 that the transition program goals appeared to duplicate
services frorn other agencies.

Client

Satisfaction 5l

Ideas to Improve Response, Rates in the Future

After completing the study there are several
response rate. Emphasizing

changes that could have increased the

in the initial letter that the interview could have been

conducted during the day while the subject was at school may have improved the
response rate. With the majority of the participants in the program involved in full-

time school programs, they may not have responded due to their busy schedules.

Utilizing a mail questionnaire also may have increased the response rate for

the

it would have been less time consuming for

the

same reasons. With busy schedules
subjects to participate in the study.

Offering an increased monetary incentive or prepaying the incentive with the initial
letter may have also worked to increase the response rate. Of course these two factors
were limited by the financial situation of the principal investigator. Brennan, Hoek,
and Astridge (1991) found in their study that the most effective incentive on response

rate and cost-effectiveness of mail surveys was a prepaid incentive instead of a
promised monetary reward. According to their research, promised monetary rewards do

not appear to be effective in increasing response rates at all. A prepaid incentive of
$.50 on the first mailing and $1 on the first or second mailing, was more effective
than the promise of a monetary incentive or no incentive at all. Also not effective was
the promise for a drawing for $200 or a prize.

Pottick and Lerman (1991) showed in their study of a hard-to-reach inner-city
population that using a joumalistic style (rather than academic style) of letter and a

Client
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follow-up telephone call, resulted in similar response rates as traditional national
household surveys. However, a follow-up telephone call would not be considered
appropriate with this vulnerable population as

it may imply an element of force or

harrassment. However, sending a follow-up letter may have encouraged more

individuals to respond.
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CHAPTER V
Recommendations

According to Tower (1994) "The basic doctrine of consumerism within human
services systems is that individuals who have direct experience with a particular life

condition (for example, aging, disability, mental illness) are more knowledgeable about
their own needs and interests than are their professional counterparts" (p.192). This
study has been based on that doctrine and

will hopefully provide information

to

improve and enhance the program.
Human service organizations are just beginning to realize the value of client input

in social services for the design, development, and evaluation of programs. This
realization is especially true in the world of rapidly diminishing resources (Tower,
1994) where maintaining a program that is not meeting the needs of the population is
expensive and unjust to the people

it is suppose to serve.

As previously discussed, the response rate in this study was low at 3.8 percent.
However, based on other studies, this low response may not be unusual. An example

provided in Rubin and Babbie (1993, p. 3a0) is "This is regarded as a relatively high
response rate for a survey of this type (A U.S. senator made this statement regarding a

poll of constituents that achieved a 4 percent return rate)." As important as a high
response rate is,

it is still significant to explore

choose to respond.

explanations of why individuals did not

Client
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An interesting possibility to explore is that young adults with disabilities
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have

often had decisions made for them throughout their lives by parents, teachers, and
service providers. Professionals in the school system have been trained to develop

educational plans for students with disabilities without including them in the process.

As a result it is not surprising that these young adults enter adulthood with little or no
experience in making decisions for themselves.

A belief system develops that they as

individuals are not able to control things that happen to them or outcomes of events.

As a result it becomes easier just to give up and not address issues and concerns.
This belief system impacts any attempt to evaluate services for these individuals
since many may have no expectations of what services should be, or they believe their

opinions

will not

change the outcome anyway.

In addition, these individuals need to

believe that their opinions are valuable and capable of producing change. These may
have been factors in contributing to the lack of response, and deserve further study.

Another interesting idea for future research is to examine

if

there are any common

characteristics that would identifu individuals who would participate in a client

satisfaction study. What made some individuals take the time to respond and be
interviewed? Are there factors that may contribute to self-determination and
empowerment on the part of the individuals? Why did they feel their opinions were
important? What was different for them than for those that did not respond,

if

anything? Were they impacted by a family member, a mentor, or possibly even a

Client
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social worker that modeled self-determination and empowerment? These are issues to
address

in future studies.

It is the belief of the principal

investigator that the transition program at Hennepin

County, Services for Persons with Disabilities, should continue to evaluate its program

from a client's perspective. This agency needs to take the opportunity to ask what the
clients (consumers) want from the program in order to effectively provide services.

In this study it

appeared that the program was not considered

very "helpful" in the

four goal areas of the program. Yet in the question "Do you feel being a part of the
transition program has helped you in other areas of life?
ans$/ers were positive. The consistency

If

so, how?"

all of the

of answers in the three interviews are

important enough to warrant further examination into whether or not the program is
addressing its needs or the needs of the client. Trieschmann (1988) found that

generally

it is the professionals who

decide what the consumers need instead of asking

what they want or need.
One method that could be utilized in the future would be to include focus groups

in the development and implementation of instruments to measure satisfaction with
services. Traditionally evaluation instruments have been developed by professionals
and, as a result, may not accurately assess the true effectiveness of a program. Focus

groups can play a key role in offering consumer input in the evaluation of services.

Information received from the individuals receiving the service are important in
developing and maintaining a dynamic and flexible program that addresses the real

Client
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of the client rather than goals that may or may not be important. This study

should not be seen as the end, but as the beginning of a larger, ongoing exploration of
what is needed in order to provide young adults with disabilities the skills and
opportunities to successfully transition to adulthood.
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APPENDIX 2: Letter to Transition Clients
March 6, 1995
Dear Current Transition Client,

I

am a student working toward a Masters in Social Work degree at Augsburg College in
Minneapolis, MN. For school, I am asking questions about Transition services. These services
are provided through Hennepin County, Services to Persons with Disabilities Division.
Because you are receiving services through this program I am writing to you about this study.
This study has been approved by and is being done with Hennepin County Adult Services,
Services to Persons with Disabilities Division. I will not know who you are unless you decide
to let me ask you questions. To do this you must fill out the enclosed form with your name
and telephone number. After you have done that please mail it to me in the enclosed envelope.
I will then call you on the telephone to schedule a meeting time.

If you agree to be a part of this study, you can set a time and place to meet with me for
face-to-face meeting. The meeting will last about 30 minutes. It will include questions about
how you feel about services you have received through the program at Hennepin County.

a

Whether you want to be in the study or not will not affect your relationship with Hennepin
County Semices and Augsburg College. Your social worker and other people at Hennepin
County Services will not know if you are in the study or not. Also, I will not tell them
anything you said to me in our meeting. You can stop the meeting at any time. You can
choose to skip any of the questions you wish.

Your ans\ilers to the questions will be kept private. The only persons who will know about
will be myself and my thesis advisor, Dr. Curt Paulsen. The information and
my notes will be kept by myself in a locked file. These records will be destroyed June 30,
1996. Your nnme or address will not be used at anytime in my study.
what you said

Thank you for reading this letter. If you would like me to call you please fill out the
attached form and return it in the enclosed stamped envelope. Please do this within the next
two weeks. If you agree to be in the study you will receive two dollars at the end of the
meeting. I have also enclosed a consent form for the study with this letter. If you decide to be
in the study, please read it over. I will answer any questions you may have at the time of the
meeting. I will also ask you to sign a copy of the consent form at that time.
Feel free to call me at 348-3473

if you have any questions

Sincerely,

Julie Zinski
Graduate Student and Principal Investigator

about this study
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APPENIIIX 3: Client Satisfaction Interuiew Consent Form
You are invited to take part in a study. The study is about the Hennepin County Transition
Program through Services to Persons with Disabilities Division. You can be a part of this
study because you are now receiving services through this program. We ask that you read this
form. Please ask any questions you may have before agreeing to be in the study.
This study is being conducted by Julie Zinski, Hennepin County Transition Social Worker.

It is part of her school work at Augsburg College. Ms. Zinski is working on her Masters in
Social Work degree.

Background Information
The purpose of the study is to improve services provided through the transition progrnm
We are asking people now receiving these services for their opinions on the program.
Procedures

If you agree to be in this study you will be asked questions about services you have
It should last about 30 minutes. You can decide the place and time of the meeting.

received.

The study will be used to make the program better. It will help other people, such as
yourself, who will be in the program in the future. Your ideas are important.

Risks and Benefits
There are no known future risks in being in this study. People who decide to be in the
study will receive two dollars at the end of the meeting.

Conlidentiality
The records of this study will be kept private and confidential. If it is published, we will
not include anything that will make it possible for people to know who you are. Research
records will be kept in a locked file. Only the researchers will have access to the records.
The records will be destroyed on June 30, 1996.

Yoluntary Nature of the Study
If you decide to be in the study or not will not affect your current or future relations with
the Hennepin County or Augsburg College. If you decide to be part of the study, you are free
to quit at any time without affecting those relationships.
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Contacts and Questions
The researcher doing this study is Julie Zinski. You may ask any questions you have now
If you have any questions later, you may contact Ms. Zinski at 348-3473 or Dr. Curt Paulsen
(Augsburg thesis advisor) at 330-1621.

Statement of Consent

I have

read the above information.
agree to be in the study.
Signature
Signature of investigator

I have asked questions

and have received answers. I

Date
Date

You may contact Ms. Zinski at 348-3473 or Dr. Curt Paulsen (Augsburg thesis advisor) at
330-1621.

Participation Form

I would like to participate in the client satisfaction study of transition services received
through Hennepin County, Services to Persons with Disabilities Division.

Name
Address

Telephone Number

Best time of the day to be reached
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Satisfaction

66

APPENDIX 4: Interview Schedule

I.

CLIENT SATISFACTION WITH TRANSITION SERVICES PROVIDED BY
HENNEPTN COUNTY, SERVICES TO DISABLED
INTERVIEW SCHEDULE
Introduction (Interviewer)
. discuss purpose of study
. discuss confidentiality
. review consent form
. consent form signed if participant agreeable
r provide copy of consent form to participant

Do you have any questions before we begin?

1. When I say transition senrices what do you think of?

The goal of transition services are to provide assistance with working toward
independence, exploring financial benefits, obtaining productivity through jobs and
training, and referrals to social and recreational resources.

2.

How helpful are the Hennepin County Transition Services you are currently
receiving in assisting you with issues of independent living?

Helpful--

Not

Helpful_

In what ways?

3.

How helpful are the Hennepin County Transition Services you are currently
receiving in assisting you with obtaining benefits and services you may be eligible
for?

Helpfrl_
In what ways?

Not

Helpf,rl_

Client

4.
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How helpful are the Hennepin County Transition Services you are currently
receiving in assisting you with obtaining employment and training resource
information?

Not

Helpful_

In what ways?

5.

How helpful are the Hennepin County Transition Services you are currently
receiving in assisting with referring you to places and activities where you can
have fun?

H*lpful-

Not

Helpful_

In what ways?

6.

Which of the above four areas to you feel are the most important in your life right
now? Which are the least, if any?

Independencs_
Financial

Jobs and

Training_

Social and Recreational

7.

Are there any other areas which you feel are important to work on with your
social worker that are not included above?

8.

Do you feel your social worker listens to you when you talk?

9.

How often do you talk with your social worker?

weekly_
semi-annually_

monthly_
annually_

quarterly
never

10. Do you feel being a part of the transition program has helped you in other areas of

life. If so, how?

Client

II.

Satisfaction

ll.

What do you like best about the transition program and what do you like least?
whv?

12.

If you were to improve

the program what would you do differently?

Demographics

1.

How long have you been receiving transition social services through Services to
the Disabled, Hennepin County?

to l8 months

6 to 12 months

13

l9 to 24 months

25 months and over

Z. Age--

3.

Type of Disability

4.

Gender

5.

Race/Ethnic background

6.

City of Residence

7.

Have you errer or are you currently receiving services from any of the following
agencies?

School System
Metropolitan Center for Independent Living
Department of Rehabilitation Services
PACER
Other

68
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APPENIIIX 5: Gunning's FOG Index
SUGGESTED METHOD OF DETERMINING THE READABILITY

LEVEL OF PRINTED MATERIALS
Teachers are frequently confronted with the problem of detennining the readability of a
given selection or book. this problem is particularly acute when provision must be made for
accelerated, average, and slow-learning groups within a class or within a grade.

Rober Gunnings's FOG Index is a simple fonnula for determining the readability level of
printed matter. It is based upon sentence length and the number of words of three or more
syllables.

If the article is long, you may wish to take several samples of 100 words each, spaced
evenly throughout the article. If you do, stop the sentences nearest the 100-word total. Divide
the total numher of words, 100, by the number of,sentences within the 100 words. This gives
you the average sentence length of the writing and the first number of your formula.
Count the number of words of three syllables or more per 100 words. Do not count: (a)
words that are capitalized; (b) words that are combinations of easy words (like butterfly and
bookkeeper); (c) verb forms made into three syllables by adding -ed or -es (like created or
trespassed). This gives you the percentage of hard words in the passage, and the second figure
in your formula.

To get the FOG Index, total the two factors just determined, multiply by .4, and the result
is the grade reading level.
The number of sentences divided into
gives
sentence length
add the number of three-syllable words

multiply by

.4

the results
reading grade level.

100 words runn
the averase

+

count

o/
/o

x.4
the

In the above paragraphs, the word count begins with "Teachers are . ." and ends with the
"100 word total . . ." Within these 103 words are 6 sentences. One-hundred three words is
divided by 6, 17 words is the average sentence length.
There are 16 polysyllables in the first 100 words of the sample: frequently, determining,
readability, selection, particularly, provision, accelerated, average, formula, detennining,
readability, syllables, article, several, evenly, article.

Add 17 and 16. Multiply the sum (33) by the constant .4. The reading level is

13.2.
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FOG Index for Determining Reading Level: Worksheet
Reading Level

Title of book or article:

Edition:

Nnme of author:
Publisher:

Date of publication:

Location of sample in text:
Basic

data:

Number of words in the sample:
Number of sentences in the sample:
Number of hard words in the sample:

Computation The number of

sentences divided into total number

of words in sample gives:

the average sentence length (words/per sentence):
add the number of hard words:

multiply by
the result is:

.4:

the reading grade level.

Client
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